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ABSTRAK 
 
Penelitianinibertujuanuntukmenganalisispengaruhdanhubunganantarakuali
taspelayanan, kepuasanpelanggandankesetiaanpelangganpadawarungmakan di 
Surakarta 
Penelitianinimerupakanpenelitiandeskriptifdenganmenggunakanpendekata
nkuantitatif.Populasidalampenelitianiniadalahsemuapelangganwarungmakan di 
Surakarta.Teknik sampling padapenelitianinimenggunakanteknikconvenience 
samplingdenganjumlah245.Teknikpengumpulan data 
menggunakankuesioner.Analisis  datadanujihipotesisanalisisregresi. 
UjimediasimenggunakanmetodeBarond and Kenny danmetodeStrategiProduct of 
Coefficient 
Berdasarkanhasilanalisis  data  
melaluipembuktianhipotesisdanpembahasan, penelitian ini menemukan bahwa (1) 
Kualitas pelayanan berpengaruh positif pada kesetiaan pelanggan, (2) Kualitas 
pelayanan berpengaruh positif pada kepuasan pelanggan, (3) Kepuasan pelanggan 
berpengaruh positif pada kesetiaan, (4) Kepuasan pelanggan memediasi pengaruh 
kualitas pelayanan pelanggan pada kesetiaan pelanggan  
 
Kata kunci: kualitaspelayanan, kepuasanpelanggan, kesetiaanpelanggan 
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MEDIATION OF CUSTOMER SATISFACTION IN RELATION 
BETWEEN THE SERVICE QUALITY AND THE CUSTOMER LOYALTY 
AT FOOD STALLS IN SURAKARTA 
 
By: 
SRI SURANTI 
 
ABSTRACT 
 
The purpose of the study was to analyze the impact and the relationship 
between service quality, customer satisfaction and customer loyalty at food stalls 
in Surakarta. 
This study was classified as a descriptive study using a quantitative 
approach. The participants of the study are all customers of food stalls in 
Surakarta. Sampling technique used in this study was a convenience sampling 
technique with 245 participants in total. The data were collected through the 
distribution of questionnaires. Data analysis and hypothesis testing was using 
regression analysis. Mediation testing was using the Barond and Kenny method 
and Product of Coefficient Strategy method. 
Based on the analysis of data through proving hypotheses and discussion, 
this study found that: (1) Quality of service positively impacted on customer 
loyalty, (2) Quality of service positively impacted on customer satisfaction, (3) 
Customer satisfaction positively impacted on customer loyalty, (4) Customer 
satisfaction mediated the impact of the quality of customer service on the 
customer loyalty. 
 
Keywords: service quality, customer satisfaction, customer loyalty 
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